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Abstract 
based on SC technology  the basis of the principle of combining business process management, technology and the 
characteristics of the individualized service system, and puts forward a suitable for user personalized service and 
demand of customer relationship management system, and the system all levels of the main service function and 
provide explained; analysis and introduces the formation principle of service coordination and operating 
mechanism.The system has good flexibility, operability, scalability and dynamic application capabilities. 
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1. Introduction 
With the rise of global economic integration, the enterprise value of the ascension will be more from 
service, and different backgrounds, different purpose and different periods of the demand of customers is 
different。Therefore, the enterprise business activities with the Internet to provide around-the-clock, zero 
distance of quality service, and all kinds of business enterprise will permeate to the service Web service, 
which BPM (business process management) the rise of technology. The goal is to through the optimal 
integration of the business process to improve system performance, the pursuit of excellence, make the 
process resources, time get the highest efficiency utilization. Customer Relationship Management 
(Customer Relationship Management, CRM) is through the effective management of customer 
information resources to provide customer satisfaction of products and services with customers to 
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establish long-term, stable and close relationship of mutual trust for the companies to attract new 
customers, old customers to lock improve the efficiency and competitive advantage. Its essence is at the 
right time for the right to use the correct way to provide the right services to customers and only 
personalized service and customer management organic combination, can make to improve customer 
satisfaction, market share and profits to increase long-term stability, thereby enhancing the the 
competitiveness of enterprises.  
However, changing market demand, companies must be dynamic and flexible as coping strategies, 
appropriate CRM and BPM software must be based on the environment and changing needs, through the 
customer support system and process model and a common mechanism to dynamically change the model 
structure and behavior , adapt to change. Therefore, this article from the perspective of customer  
 
 
 
 
 
 
 
 
 
 
 
 
 
relationship management system and business process analysis, the abstract elements, in-depth study 
of service coordination (referred to as SC) on the basis of the architecture and the architecture for 
enterprises to apply to vital personalization and customer relationship management services, system 
design, final design of a dynamic process for implementation to meet the needs of different user 
management system. 
2.SC Technical Analysis 
Services collaboration technology in recent years from within the enterprise resource integration 
technologies such as ERP, CRM, EAI and enterprise collaboration technologies such as transactions 
between EDI, E - Business, B2B,  Web Service of the collision, integration and innovation. Is the core 
foundation of business enterprises in a variety of software  
applications integrated platform for business process monitoring, management and analysis systems in 
various business partners and cross-enterprise cooperation, security and effective implementation of 
interaction and collaboration, all to meet the types of business functional requirements, the need of 
middleware support. Under normal circumstances, the middleware system is mainly classified into the 
following four types [2]: distributed tuple (distributed tuples), remote procedure calls, distributed objects 
(distributed object) and MOM (message-oriented middleware). The difference is that the programming 
offered across the network and the abstract and heterogeneous hardware platforms. According to 
calculations of different size, these four kinds of middleware are attributed to different levels. See figure 1. 
store and retrieve messages with those topological relations between the program.As can be seen from 
Figure 1, in the middleware division, its more coarse granularity, the higher the abstraction, the higher its 
flexibility, the use of more transparent for the upper management easier, the SC technology is made on 
this basis, it is a high granularity, high For coarse division of the intensity, coarse dashed line in Figure 1, 
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Fig 1：Middleware abstract level division size 
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said at the most granular layer is distributed tuple, it provides a very fine granularity of data tuples, and 
tuple space abstraction, and become more widely distributed form of middleware. In a distributed tuple 
above is an extension for remote procedure calls out of the relatively more coarse-grained process 
interface, which is mainly used to provide cross-network calls to a process of abstraction; in the remote 
procedure call layer on top of the distributed object, which provides the size is still small, but the level of 
abstraction for remote procedure calls, after all, in terms of higher-level object model, although the 
distribution of the object itself is remote, but you can call its methods space objects such as a local call; in 
a distributed object on top of the division of the coarse granularity of message-oriented middleware, the 
middleware to provide more information in the form of macro abstraction, where the message queue can 
be Cross-network access, very flexible, this flexibility makes it the freedom to organize and abstraction, 
high flexibility of the middleware technology. Therefore, in order to meet the business needs of the 
variability of user needs, this article will introduce the idea of service coordination middleware to 
personalized service and customer management system design, so that we can in the face of rapidly 
changing market demand, dynamic and flexible to make coping strategies, to provide for the needs of 
service users to occupy the market opportunities. 
3. SC-based relationship management and personalized service system 
3.1.System Architecture
From the user point of view, customer relationship management center is to meet customers' individual 
needs. Customer's individual needs is based on the company to provide users with personalized services 
based on. Personalized service is for customers because of their different backgrounds, different purposes 
or needs of customers for the same period in which their different needs are different, so we need the help 
of Web based on user needs such a difference to to provide appropriate services, that is what we call 
personalized service. On the other hand, from a technical point of view, no matter what kind of service as 
long as the Web-based computer can be considered as part of business processes, so that for business 
functions and publish a Web service requires the user's specific needs according to certain process to 
organize together. And, as compared with traditional middleware, SC is a higher level of abstraction and 
granularity of the service-oriented computing systems middleware, and, SC middleware itself can not 
constitute a separate application, and it is responsible for the application coordinate system, the service 
provider and the service fast interaction between information and the demand for a variety of different, 
dynamically changing the corresponding logical relationship between blocks, so as to achieve the 
functionality to meet the system requirements. Therefore, in order to meet customer demand for 
personalized service, we have based on the SC introduced new forms of middleware to the customer 
relationship management and personalized service system design, the design of a SC-based customer 
relationship management, and middleware personalized service system (Figure 2), the distribution of 
service units designed to group together through the service interaction and collaboration on the particle 
size to meet different customers' business needs to achieve to provide users with timely and effective 
personalized service objectives. 
SC is defined as all the models together with the organization through the appropriate service package 
will work together to model the interface at all levels in order to form a unified external display; can split 
the view through the projector mechanism to all participants. All management and the requesting party is 
a participant in the collaborative process, they are Web-based service registration, discovery, binding 
mechanism, a high degree of compliance with service descriptions to interoperable communications 
protocol. SC-based processes must run in a business process management support environment, the 
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environment is not only to design collaborative processes and activities, and collaborative framework for 
business management and all participants automatically create a corresponding view of projection. 
Therefore, this article will be the system architecture design for the 5 layers: application layer, service 
layer components, SC generation layer, common security interface layer, the service provider layer. These 
five layers are subject to both SC coordination and information management department management. 
1) Application layer: the application is generally based on specific needs of different customers and 
different development of different interfaces, but also has some common interfaces, including client 
service browsing, query interface, the client characteristics information collection interface and client-side 
controls and so on.  
2) Component service layer: a component-level interface in ways that built on the CORBA security 
services and security services on top of J2EE.  
3) SC generation layer: The main function is based on the different characteristics of individual users, 
service providers based collaborative groups and members of the SC coupling model based on 
distribution of personality characteristics to generate the SC meet customer mission. By using this layer 
can be better under a different user personalization features to provide a good personalized SC.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4) Universal Secure Sockets Layer: mainly in the service provider within the SC and SC generation to  
build a security barrier between the layers, that is, service providers, for the generation of internal 
services is transparent, service providers need only can be submitted to the relevant service 
information, and for services generated by the core of the system automatically. This guarantees the 
independence of system operation and security. 
5) service providers include: customer service providers, security service providers and service 
providers manage three main parts. Customer service provider is defined as systems analysts and service 
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Figure2：The architecture of system 
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providers to design some of the services to meet specific customer needs module; security service 
providers is provided by the module developers to meet the safety management interface specifications, 
the ability to provide certain security services The dynamic link library and related databases in a 
distributed environment to ensure the interoperability between modules  
6) as to simplify the development of architecture-level security and maintenance so that it can to 
provide service reliability; service management  
Who is worked out by the service management provider for the SC between management and 
coordination mechanisms among providers to ensure fast, efficient and orderly manner SC.  
3.2.SC generation 
SC-layer internal structure shown in Figure 3. SC generation unit mainly by customer group, to 
determine service resources, break down service unit, distribution services, service models and to 
generate the sequence of events in five steps. Figure 3 SC generation 
Its working principle is:  
Customer service model based on characteristics and needs of different customer target group, within  
each group of customers have the same or similar characteristics and needs.  
1) by analyzing the service needs within the target group with a different customer  
characteristics, determine the service activities within the group should provide a collection service 
unit.  
2) According to the organization of service resources, the decomposition of each service unit to service 
activities. 
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3) According to the client model in personality, motivation and style, and personality attributes as well 
as with the SC model coupling the SC to determine the mode of service activities, and assign the 
appropriate customer service roles.  
4) According to the SC model for each sequence of events described, the sequence of events generated 
for the service activities.  
Following the above steps the resulting set of service tasks are divided into service units (the target set 
in line with customer demand), the service group (a collection of customers in SC), a collection of three 
parts service activities. Collaborative activity refers to the collaborative process that corresponds to the 
smallest unit of service calls, it may involve only a participant, may also require more coordination 
between the participants to complete. Participants in the collaborative activities performed by the actions 
may include: specific data exchange between participants in a shared storage space will be data sharing 
activities to all participants, and other service-oriented activities.  
4. Peroration  
Emerging service-oriented architecture is accelerating software development and changes, the 
application can not adapt to the dynamic environment will gradually lose their effect, so the customer 
relationship management and personalized service is the introduction of service collaboration technology 
companies successfully implement CRM, BPM. Improve analysis and decision-making efficiency of the 
necessary means, in the process service together with traditional customer relationship management 
technology combines customer relationship management and personalized service system is undoubtedly 
an effective solution. This case the business process can be more flexible and more widely used in a 
variety of open environment, providing users with truly personalized service. Thus, with the increasingly 
fierce competition among enterprises, the new SC-based customer relationship management and 
personalization systems, more and more enterprises will get the recognition and acceptance, it has a wide 
range of applications 
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